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Module No : • 
* • * 


■ ModjKe Ti»tle: » • o 
. • ^ . , . \ - /- 
, Public fRelat ions 

^ , * * * 


• Submodule Title : , * ^' ^ * 
^1, Customer. Relations ^ 

2, Complaint Handling - 

3. Public Speaking 


^Approx, Time: 

^ r . 

% 


T^pic: * : " ^ ^ 



students •upon completion of this module will l/e^lltbTeto : 

1, Defirie and explain thd need for pjubjic relations. 

2. ^ Explain the pik)cesses and prcte^dure^ to generate .favorable 

- public relations through mass intjprpersonal qdrnmunitiation, 
^3, identify the attitudes, methods and procedures .nee^ea to^ 
^iiandle various kinds of complaints • ^V^ - 

4* Plan and deliver informative and. per^sudsive talks to par-^ 
ticular audiences. . 



Instr^tional Aids; 

.-Transparencies ' ' 
Handouts - i • 



Instructional Approach: • , - x 
Lecture, Discussion*, Role-playing, Speeches, Form construction,, * 
Writing, and Ctitiquing. v . . 

References: ' ' • 

1'. .Public Relatio| ?s iri Government , Institute of Public Affairs - 

, of t^e University of Iowa, 1972. 
».\Effective Public Relations , 4th ed. , Cutlip and Ceater, 

Sir en*t ice-Hall, 1971. • ' 
3. Cbrnmunications for Leadership series, Edward E. Scannell, 
M<3Craw-Hill, l97Tr * 



4. Principles and Types of Speecfh , '7th *ed. , Monroe § Ehninger, 
Scott, Fctjresman, .1974. . ~ • 

Supieryision ; Concepts and Practices of Management . Haimann 
' and Hilgert, Southwestern PublishingTo. , 197^. / 

6. Spei^jc^ith Confidence . Vasile and Mint z, Winthrop .PiiS^lishers 
Inc . K 1^77. 

7. FiWing Facts , Rivers, Prentice -Hall, 1975. 
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8. Interpersonal Speech- Communication . Ke^ltner, Wadsivorth, 1970/ 

9. Fundamentals of Interpersonal CpminunicatiQn. Gifftfn & Patton, 
Harper 5 Row, 1976. ~; '. ^ 

10. Community Journalism . Kennedy, Iowa State University -Press, 



ri/. Oral Communication; Message *and Response j 3rd ed'. , Samovar 

, iHcTMill^, Wm. C. BrolraCo7,~T?7Fr"^ — - 

12. Communications Handbook / 3rd ed., American .Association of . 
Agricultural College editors, 1976. ' . 

13. Supervisory Management in the Water/Wastew acter Field, Envi- 
ronmental Protection Agency7~lP7^ j . 

14. The Process and Effects of Mass Coimnunication . Sdhrann and 
Roberts, University of iTTinoIs Pr^ss, 1974. ^ 

15. Practical Technical Writing . Ritchie R. Ward, Alfred A. 

Knopf, 1976. ^. . , X 

16- Tlie Elements of Style , 2nd ed. , ^trunk,;and White, Mabmillan, 
(1972. 

17. The Nature of Public Relations. John .E.' Mars ton, McGraw-Hill, 

1963. - . ^ , , , ' . ' 

18 V Handbook of Public Relations ;. The Standard Guide to Public ' '^^ 

Affairs and Comj^unications . ZnaTed., Stephenson, HcGriiFHTll, 1970. 

19., Newswriting and Report iTTg^ Pub lie Affairs , 2nd ed., Chilton R., 
. Bush, ChiltoiTTook Co. , 197Jrr~^ K ' 

20. Modern Newspaper Editing , 2nd ed. Gilmore and Root, Boyd & 
Fraser Publishing Co., 1976. .... 



f age -1 of 9 . ' 



Module Uo: 


-'Module TitT«: ■ \ ' , ^ 


• 


Public Relations 

■ - ~. . , < . \ 


W t 

% ^ 
t 


Submodule Title: . ^ 

Customer Relations ^ ^ . 


Approx. Tiine: ^ 




• 


Topic: . • 

t 


Overall Objectives:' - . ' 

Students upon completion of this subinodule will^be able to: 

1. Identify the two aspects of- public 'relations communi- 
cations ^ service ♦ ' 

2. Examine plant operators* opportunities ,to use interper- ^ 
sonal communication effectively. 

3. Examine plant operators* opportunities to use mass com- 
munication effectively. ' 

— —4*. Describe the four-step cycl^ to effectively^ promote the 
treatment plant image: fact-finding, planiiing, action,. 


Instructional Aids: 


^ teedbacK. 


•Transparencies ^ 


* . ^ 


Handouts 




Instructional ApproSth: 




Lecture ^ 

Discussion 

Writing 


t 

- . . _^ ^ 


References : • 




1, 2; 3, 4, ,5, 6, 8, 9, 


11, 12, 13, 14, 17, 18 . 


Class Assignments: ^ 




• 

0 





; ■ 



■ \ 
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Module 



Approx. Time: 



r 



Module Title: ^ 

\ < ^ y 

Public Relations ^: 



Submodule Title: 

Customer Relations 



Topic: 



Communications/Service * 



Objectives: 

Studentsr \will : 

1, Describe the communications model, 

2 .^^pla4n how communications * and service are interdepen^ 
~ dent and-35ymbiotic~. ™ .... 



Instructional Aids: - 
Transparencies . » 
Handouts: communication model 



\ 



Instructional Approach: 
Lecture- 
Discussion 



\ 



References : 



1, 2, 3> 4, «, 9> 11, 12, 14, 18 



7"^ Class Assignments; 
kead handouts - 
Discuss -* yr. 
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Module No: • 


Topic: 

* 




✓ 


Communications/Service 


Instructor Notes: 


r 


Instructor Outline: ^ 

/ 


Ask question, of class. (-^i^anM 
case you ask a question and /no 
one' volunteers ah answej:, ask 
a specific* student for his> 
opinion^: ) I i ' \ ^ 


1. Why. learn publiq , relations' 
a. To affect ]3ublic opinion, 
•b. To make our job eas^ier. 

» * < 


Read'^nd discuss PRH-1. 




Handout PRH-2 and Transparency 
PRT-1 go over. fEmphasize ^ele- 
ments in the mGael and. possi- 
bilities\for static.) 


2. The communica-tions model 

a. communicator 

b. message 

c. receiver 

d. f eedoack ' ' \ 


Go over PRH-3 (note the impor- 
tance a*ttitudes \jia"ve) / 


3» Factors in effective com- 
munication . - - — 
a. message f<yTmulation V * 
b: pas3,ing message to media 
c. media communication 
' d. message flow 
e. feedback ^ 


Ask why seYvice and conununil^t\)n 
are partners. ^ - " 

Transparency PRT-2 andOIandout 
PRH-4 go over. Halve \l'ass meia- 
bers, ipecount poor'^cisions by 
'local government that adversely 
affected their work. Emphasize 
that "service arid communicatioiL 
are interdependent ./ * * 


4. Service/communication 
partner'ship" * 
a. symbiotic 

. V. 

• i 








* 0 

1 . — — / 


"v 
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Module No:^ 


Module: Title: 


\ ♦ 


-Public Relations 

/ \ f ~ ' » 




Submodule Title: 




Customer Relations 


' Appfox/ Time; 


* ^ 


Topic; ^ 4 
Interpersonal Communication 


^ Objectives: ^ ^ , ^ ' v • • 
Students will: 

1, State why interpersonal communication is important to 
water treatment. plant's P.R. • .a 
.2. Cite criteria for effective interpersonal. communication, 
3, List opportunities for interpersonal communication for^ . 
plant operators. • 

4r?^Explain' how int.erpersbnal communications can, help plant 
operators influence- government decision-making. 


Instructional Aids: 


^ 


Transparencies * , 


. * 


Handouts: interpersonal communication 

■ '1 -. ■ ■ 


^ Instructional Approacj/: 




Lecture . . ^ . ^ / 




Discussion 




References: 




1, 2", 3, 8, 9, 11, .13, 18 

c - ^ 




^1 ass Assignments: 


— - — — — — .1^^— — ■ ■ ■ - ■■■ 


, Read handput^i- 




Discuss " . 

' - ■ • >■ > — ^ — 


7 

~ - 
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Module No:" 



Instructor 'Notes-: 



Topic: ^ 
Interpersonal. Communication 



Ask students to pair up* with 

someone they dpii't know or -know 
vert little and have each of • 
the! pair tell ihe otherls' name, 
whep« vfrom and what good thing' 
1iappren.,ed to tliem today. Stu- 
dents wilL not take notes, but 
listene?> will report on what 
spealcer told him to- the class. 

Stress that both ar^ necessary 
to P.R. 



Ask question of class 



Emphasize "both" 
1 f 



Handout PRH-5 dn(i- Transpar,ency 

PRT-3 read and discuss." 
Have cla^s cite opportunities for 

plant operators to -reath dif - 
-fereiit kinds of. people through 

XBterpersonal communication 

(list on- blackb&krd) 

ave class explain -How interp^r- 
*sonal communication can help 
in affecting responsible gavern 
ment/decision-making/ 



Instructor Outline: 



1: There are 2 kinds of -com- 
, munication: 

a, mass communication 
(through media) 

b. interpersonal communi^- 
tj^^Xoiie^Qjion^^ ^ 
group) 



2. Why is interpersonal comr 
, munication? important to the 
water treatment p^tantT's 
P.R.? • i 

a*. People form opinibns arid 
attitudes on the basis of 
both interpersonal and \, 
mass communicatltm, f 



3. V 

b. 
c. 
d. 
e. 

4. 

a. 

1 



Effective Interpersonal ' 
Communication 
, Emphasize 

^^Know yourself ^ < 
Listen • ' . 

Be positive 
Watch for ^feedback 

.••/ ,^ 
Interpersonal Communication 
helps: [ 
go^erftment decision-making 
cpntacts in governmen 



can hel^p ydu assess ybur 
relations and gain you an 
. ' ear / . r i 

-h. i>ub1ir njiinion 



ERLC 



1. the same as above 
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Modal ^o: 



Approx/Time: ^ 



Objectives: 



"l^odule T.itle: 

Public Relations 



Submodule Title:. 
Customer Relations 



, Topic: ' 

Mass Cfommunication 



Students will: * ' r ' ^ " ^ 

!• Cite' criteria for effective written communication, 
2. List opportunities for mass communiQation. 

, 3. Identify the four functions of communication-. — -t- — ^' 
4. Write news releases for specific events using tlie three 
^ steps for communication: surveying, extracting, treating. 



Instrufctional Aids: 

Transparencies ' 
Handouts: written communication 
sources oi^ information 
four functions of communication 
news release facts 



Instructional Approach: 

, I^ecture 
Discussion / , 

Writing 



References: ' ' / ^ 
1,^2, 4, 7, 12, 14, is; 16,^17, 1^,. 19, 20 




Class Assignments: ^ 

Read' handouts ^ ' . . * . 

Discu^ps \ ..^V' ' 

Write news r^eleases and rewrite if needed* 
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Module Ho: 



Instructor Not6s-v 



Topic: 

- Mas^^^o^uriication 



Handout PRH-6 and Transparency 
PRTx4 go over ! • 



Read ahd discuss Handout PRH-7 

and Transparency PRT.-5v 
Handout PRH-8 (give out and note 

-that this-'handout helpful in 

. first step)' 

Handouts PRH-9 § Oi) * ' 
-H^ve^^tudents write news 
releases based^^upoii the facts ' 
given in FRH-9* It will ,be"due 
next class. Go ovei* PRH7IO 
which is a sample news r^elease. 



Instructor Outline; 



] 



1. -Four functioijs pf communi-. 
cation f 

9^^.,_tnf orm 
^ b» Instruct 

c. Persuade 

d. Entertain 

2. Thi^e steps tol effective* 
communiiatioja ^ ' . 

a. Surveying 
hi Ex.tracting\ 
c. Treating - . 

3. News" releases 
a. practice / 



/ V 



_J0 t 



$ 
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Module No: 



Approx, Time: 

/ 0 



T)tjectives: ^ 



Module Title: ^ 
• Public Relations' 



• «ubm6dule Title: 7 
- Cttstomet Relations 



Topic:. • . • ' 

* * .* 



Student will: ) \. , * s - • 

1. List stources^^bf information* and attitude assessment:* 
fact - finding :-r . ' ' .'>^' 

2, Describe short-range comm. goal-setting^^planningr/^. 
3« State criteri'a of. j^'ffective^comitfunicatioij: -'action; . 
4. Explain methods o^ evaluation: fee^iUacl^. 



1/ 



IhstructibnBl Aids: 

Transparencies \. * 

Hatndouts: rsourjres of 'infferpation 
, T . goal -Setting ana timetable 
communication- tips 
methods of evaluation 



Instructional Approach: 
Lecture . ^ v . 

Discussionr. 




V 



ReTerences^r 
iV 2; 7, 14, 17 f is; 19,; 20 . 



1 



Clsss Assigmneats: . < ^ 7 
Read handouts f .. 

x» Discuss 



•'\ 



,er!c 



"0 . 
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Module No: 



. Instructor Notes: 



Topic: 

P.R. »s Four -Step .Approach 



Read and discuss Handout PRH-11 
' and. transparency PRT-6. 



Handouts .PRH- 12, 13, 14, §.15 




Instructor Otitl:jne: 



1. P-R,*s Four-Step Approach 
a. Analysis ' 
Treatment 

c. Distribution 

d. Recovery ^ , 

2^. Four steps . ^ 
a. Analysis 
1- information and attitude 
assessment ? . 
bf. Treatment 

1, planning • ife^^^^ 
c.^ Distribution • ^^P^ ' I 
I. coimnunicate\ 





/ 
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^ Module -No: 



/'Apprcx. Timer 



Module Title: 

• public Relations 



SubiTiodule Title: 
Complaint Handl ingh 



Toptc: 



Overall Object! ves : 

Students upon completion of this submodule will be able to^: 

1. Describe the^attitude necessary~:for handling complaints. 

2. Explain methods used to transform complaints . into "^needed 
feedl^ck, ^ ' ^ v; ' ' 

3. Ex^5y.ne pr6c^4ures for recording aiid^eporting c^ompldints 



4 



Instructional Aiiis; 
Transparenci 
Handouts 




1 



Instructional Approach: 




Lecture 
Discussion 
/ilole-paa)ring 

Consti:uction of report form 



References: 






1, 2, 3, .4, 6, 8, 9, lb, 11, 

* 


12, 


18 


i 


y 




Class Assignmentis: 

/ < . 






/ 

4 . ■ 
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Module No: 



Apprbx. Time: 



Module Title: 
Public Relations 



Submodule Ti^^e: 
Complaint handling 



Topic: 

-^Attitudes 



Objectives: 



Student will : \ ^ ' . 

1. Characterise the emotions of complainants. 
' 2. Identify elements involved in defies ing angry callsl 

3. Examine how the answering of complaints and reqiies.ts - f or 
ginf ormation are a part of the service plant operator^*pro- 

vide> not an interruption to service. . , 



Transparencies . ^ 
Handout: telephone tips 




Instructional Approach: 
Lecture 

Di/SCuss>on 



References: 
1, 2, 6/ 8, 9; 10, 12, X7, 18 




Class Assignments: 
Read handouts 
Discuss 




P 



X 
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Module tJo: - . 


■ , Topic: '. ' ^ ' 
Attitudes^---:,,' 


, Instructor Notes: 


• 


Instructor Outline: 

- ^ . - _ _ -*aft_ Jt 



the emotions of thp usual com- 
plaint callers, then ask how 
they react to angry callers. 

Go over Handout PRH-16 



Read and' discuss Handout PRH-17 

and transparency PRT-7. 
Emphasize the inmor trance of tech- 
niques to acknowledge feelings, 
liisten intently, solve prob- 
lems ^ ask questions jand really 
care^ 

Handouts PRH-18, PRH-19 PRH-20 
and PRH-21. 

Have all membe^rs of the class 
participate in, rde-playing 
two at a time, itest of class' 
will listen and commient fol- 
lowing each pair^s rble-play- 
ing. Class should decide what 
information would be recorded 
and wh Aether complaint needs - r 
immediarte handling. 



1. Attitudes importance 

a. Yours 

b. Others 

2. Telephone tip$ ^ 
Si. Defuse angry callers' 

b. Know how to Jiandle com- 
plaints 

c. Follow through 



5. Practice handling • 
complaints. 



/ 
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Module No: 



Approx. Time: 



Module Title: — 
Public Relations 



Submoduie Title: 

Complaint Handling 



TopTcJj^ 

Extracting Feedback. 



Objectives: 

Students will: ,i * • 

1. Categorize types of complaints and information to be 
rejcorded. * , * • • 

. 2; Practice handling complaints tiirojiigh role-playing. 



Instructional Aids: £ 

T r a ri s p a r e nc 1 esij^ 

Handouts : listening 

^ questioning 




Instructional Approach: 

/ 

Lecture 
Discussion 
Role-playing 



References: 



1, 2, 3, 4, 6, 8, 9, 10, 11, 12,/l7„ 





Class Ass 



Read handouts 
Discuss 
Role-playing 



nodule No;. 


Module Title: 

Public Relations ' 

* * *• 


Submodule Title: ^ 
Conjplaint Handling 


Approx. Tjinie: 



Recording, Reporting Complaints 



Objectives: 
Students will: 

1. Discuss the need' to investigate complaints promptly. 

2. Identify some categories of treatment plant^ complaints. 

3. List information to be recorded from complaint calls. 

4. Modify the "Sample Complaint Report" to suit your plant* 
situation (if your plant does not already have -one). 

5. Describe pTocedures for assessing; the validity of comr 
plaints § incorporate it in alJove report (if not already). 



- . Ins tr\ictional Aids: - "^^ 
Transparencies ' 
Handouts: "Sample Complaint Report^V^ 



InstructJonal Approach: 

« 

Lecture . 
Discussion 
Form constructio 





■lass Assignments:, 
iscuss 
Ci^nstruct form - 
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^Module No: ^ ' 


Topic: 








Recording, Reporting Complaints 




Instructor* Notes: 




Instructor Outline: 




Discuss the need to investigate 
^^omplaints promptly. 


1.^ Recor4i3?^^ complaints ^ - 




" Identifyit sorafKtypes of complaints 
made to treament plant opera- 
tors, (e.g. wrong department, 
property owner's problem, 
sewer backup, etc.) You may 
want to list .on blackboard. 


■ 7) ■ ■ ■■ 


List necessary information to be 
recorded fr6m complaint calls. 


a. . Name of compla^nor, persoi 

taking call. / 

b. Time oi complaint and date 

c. Nature of complaint 

d. Where comD'\^int is to be 
sent iiext.^ routing 


L . . 

1 

• * 


Go over handout PRH-22 ^ 


2. Reporting complaints 




Modify "Sample Job Ordet Form 
and Complaint Report" to^ suit'f^ 
your plant situation or-^^inco^^ 
porate necessary information - - 
into exist ihjg work* order or 
other form used .at your plant. 






Enumerate procedures for assess- 
ing the validity of complaints 
and incorporate into form to 
be used at* your plant . 


< 




» 




\ 

'' \ 
\ 

-^^ . 


1 
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- , M()<lule Mo: \ . . 

. - • 4 • ' 

V 

* ^ ' «. 

» 1^1 . _ _ _ 


Module Title: ' ^ 
Public Relations . ^ 


Subniodule Title: " 
Public Speaking; ' . ^ 


Approx. Time: 

( 


Topio: ' ^ ^ 


Overall Objectives: - ^ • ' , 

^ , • # *' * 

: Students oipon completion of this submodule will be able to: 

1. Utilize ea^h of the three steps in speech planning, ^sur- 
veying^ extracting, treating. ^ 

2. Incorporate elements of effective delivery in speeches 

- and speech critiquing. ^ , 

' - V ' 0 / 

. ft . ' 



Instructional Aids: 
Tran spare ncies; 
Handout 



Instructional Approach: 

Lecture 

Qisciission 

Critiquing 



References : ^ ' 

1,^Z^ 3, 4, 6, V, sVTiI, ;i2, 15, 18 



1 



Class .^signments: 



ERIC" 



20. 



■■v ■ 



V. 



/Parg e 2 o f L 



Module No: 



Approx. Tiiite: 



Module. Title:! - - • • 




>PUDiic. Relations^ - 

<• 


• 


Submodule Ti'tls-i 




Public Speaking ' 


♦ 


Topic: - 




Speech Planning ^ ^ 




-1 1— ^ ■ 


^ — 



< Objectives: | ' ^ 

Students will:\ - . : - 

1, List' and explain the' three steps in speech planning - 
surveying,, extracting, treating. ' x . , 

2, State advantages and disatdyantages of thb fow: methods 
of Speech making. ^ - ' . ^■ 

3. Analyze audiences and facilities. ^ 

4. ^ Describe the process ,for selecting and ilarrowing an * 
appropriate topic. / ; * v . 

; 5. Li st s o urces of information. ■ ^ 



6. Qutline and write speech. 

7. State the'value,of pract icing rewriting/ revising. • 

8. Plan effectively an informative talk and ^ persuasive' 
talk for particular audiences. 



\ Instri^ctionaV Adgfet ^ 
Transparencies, Handouts: three steps in. speech pi arindng 

four methods of speech maMng 

Instruction;^!' Approach: ^ ^ ~ • ^, ' 



Lecture 

Discussion ^ 
^^]^efei^ces: ; \ y ~ 

2, 4, 6, 7^ 11-K12, .14, 15, 3,8' ^ 



Class Assignments: 

Read handouts 
Discuss 

Write spjeeches 



Discuss . ^ • * 



— ^ 



Module No: 



' Topic; 



Speech 'P*anni^ 



InstnjctoFWtes: 




Handout PRH-23 
Transparency * \ 

Note that these arj the 5amfe> 3. 
steps used for writing. 



Hantiout PRH-24 



^ 



Handout ?Rti-is ' 

Emphasize keeping topic narrow, 
specific. 

Handout PRH-Zfe 
Emphasize that thTs method is., the 

best (a) . 
Ask students without looking t^o 
state- advantages and disadvan- 
tages of each method Cas a 're- 
^vlew) . • ' ^ ' 

Ask sluidents to state the val:ue 
of practice first, then add" * 
points not expressed by them * 
^xdm'list at BighO ; ^ • 



I ns t laictw^Out 1 i ae :« 



1.6 Three Steps in Speech Plan^ 

a. Surveying • • ^ ^/ 

b. E^t/acting 

c. Treating \ * . 

2^^ Characterizing Audiences, 
Facilities (go over handout 

3. S^iecti^ i topic (go dvep/ 
handout) , 



4. Four .metfto^ of speaking ^ 
' V. Extemporaneous \ 
b» Impromptu 

c. Manuscript reading 

d. , Speakixi^ -from memory 



Have stuTents p^an 5-minute in*^. 
formtftive tajics to a service!!-, 
club\^l\ke Kiwanis a^out their 
J treatment plant ^ ^operations' 
1 and a 10-minute persuasive talk 
^ to the city council on why 
water rates should be raised 
5%. (The' class, will deliyer th^ 
talks after next topic.)* ^ 



5. Value i|o£ practice J • 
xa. Bestows confidence ^ ^ 

^^^Allowg feedback \(if b'er 
^ ^f^i^e another person) 

' Familiar i Zeis you with 
^ \ material. ^ J 
" ^d.. Makes revision, easiei'. 

6. Plan talks. '\ * 
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nodule Ho A / ^ 


- Module Title: ^ — o . 
* Public R^ations 


Sjubmodule Title: ' . ' j 
Public Speaking ^ / ' 

. " ■ ' -'' -1 I- ' 


Approx. Time: , 


Topic: . ,y • . ■ ■ // / ^ 
Spreech Delivery / / 



Student will: 



/ 



1* Describe the mental attitude 'nieeded for public speaking. 



2. 'State the importance of eye contact ♦ ; 



7 



Tell the value of emphasis to enthusiasm aiid enthusiasm 
for emphasis ' - , > 

4t Note tha Importance of avoiding distracting physicaaf and 
focal mannerisms, 
5, Enumer^ate other speaking aids, 

-6. Critique thei» own and oth6r students ^ speech abilitTes, 



, Instructional^ Aids: 

;Transparencie5 * ^ * 

Handouts : speaking >, t ips 

critique sheets 




Instructional Approach: 



Lecture 
Discussion^ . 
Speech making- 
Critiquing * 



^ References: 



Class Assignments: 

Read handouts .-^^ 

bis]fjus5 

Make .speeches 

Criti^ue-5peehhes 



V 



7 



Pace 5 of ' 5 



/ 



^odtile.No: 


Topic: 






Speech Delivery' 


Instructor Notes: 


• 


' Instructor Outline;^ 


' Handout PRH-'27 
Emphasize th^t everyone is ^ner- 
vous Initially. - ~ 

Emphasize importance of feedback. 


1. Barriers to effective 
speechmaking / 
*a . Nefvpusn^es s >1 
b; Lack of enthusiasm 

^- c. "tack of knpvfledge 

d. Poor organization 

e. Distracting mannerisms 

f. Lack of eye contact 


Transparency *PRT-9 
Handout PRH-28 , 

< ... ^ 




2. >cElements of Effective 
Speechmaking 

a. ^lan well ' * 

b. ^^By enthusiastic 

c. Emphasize , 

d. Keep eye conta^ct 

e. Be confident " 


Handout PRH-29 

Have students deliveV informative 
talk? and critique themselves 
and each other. 

Have stvidents deliver persuasive 
speeches and, critique them- 
selves, and each other. 


3. Speechmaking practice 

a. Inforjnative speeches. ' 

b. Persuasive sp^igches*. 


' 4 

V 


/ 

I 


• 

\ , , , _ * 


. , •-^ ^ 




7 
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• • • Evaluation Questions ^ 

PUBLIC RELATfONS ' ' . " ' . ♦ • 

Part I. True*— False--Put a "T" or.?in "f" to the left .of each 
^ numbered item to^ desi.j.gnate whether statement is tyue pr false. . 

(T) 1. Pujjlic relations is utilized to influence public (opinion. ^ 

(F) 2, Cpmmunicatipn arid service ^re. different tasks that do not-- 
affect one another, ' . . ' ^ 

(F) 3. Attitudes held little importance in effective commuivication. 

(T) 4. Listening is essential to effective interpersonal communication^- 

(F) $• Interpersonal relations' are little help in affecting govern- 
. mental ^decision-making.^ / 

(T) 6. The three *sieps to ef fectiv<^ritten or speech communication 
are: surveying, extracting, and treat ing* \ 

(T) ?• In.P.R. »s four-step approach the recovery (feedback)- step ' ' 

involves information and attitude assessBjent. ;J ^ \ 1 

,r) 8. Complaint handling should be seen a3^ a part of service, 

(F) 9. In speech planning, it doesnM:' matter how familiar you are with the 

^ subject initially.. ' 
(F) 10. There is aio value to practicing a speech if 'you are a good 
speaker. — * . 

Part II. . Multiple-Choicer-Choose the ONE BEST answer for each 

- of the following numbered items' and write the letter of that " 
^ answer to the left of the number. / 



(d) 11. We need public relations for whiclv of the following reasons? 

\/ a. To change ^our image. . ' ^ . 

•b. To make our fob easier. - ^ 

cj To, influence governmental decision-making. ^--^ 

d. All of the above-. , ' " • ^ ^ 

e. None of the above. . . 

(c) 12. Identify the^wo overall aspects of public relations: - 

* a. Communication and speaking 

, * b. Speaking and writing 

c. Service and communication 

d. Service and handling complaint^ 



^ . ' • ^ ^ o. 



(c)/ l3. Which of the .following is. NQT one pf the fojir main functions .-^^ ;Mft 

^ / • of communication? / • ' ' * * 

/ To enteirtaii^ ' ' ' * - ^ * ^. «<• 

/ b / To instiiuct* ^ 

i c. To. elect. 

/ . d: Ta in^form; 

* e. Topper suade. • • 

/ (a) 14. The two^ types of <?ommuni,cati^n are: 



\ 

K 



a. Mass and interpersonal 

b . Radio an^ TV^* 

c . j^n;^erpersoiral and personal 

d. '^Broadoast and press 

e. "^one of the above ' - . 



i 

i 



(a) iv^hich of the /ollowilig[^s NOT one of the four Steiis. of P.'R.-^s 
K; four-step ^approach? . .. 



^ 'a. instruction • . 

» b. analysis . , _ . * / . , 

^ treatment (planning), ^ > . ' \ ^ ^ 

d. distribution (communication) \ • - ^ • . - 

^ e.. recovery (feedback) ' ^ ' \| 1 

(d) 16. WhiclT of the following can result from propeir^ndling of 
complaints?^ ' - f r> ^ . 



a. infjormation for P,R^ . planning > - 1> 

b. suggestions of hetper wafys ,to. prdvide service .'^* 
'c. satisfied custojR^s " • • . ife - . * * 



d. all of the above ^ . ^ . , ^ 

/ / ^ "^^-^ • ' . • 

(e) 17. Which of the' folJswing should you know*>?ibaut ^/^Voup before ^ 
plahnirig\a speecn^to j:each.that^r0iip^ '"""''^ 

* , - ' ^ - * I * ^ * ' ^- ' • ^ ' ' • ^ 

a. o^ccasion of group - ^. • • " ^ ! 

i^^purpose of gi^puD . J . , ' . . " . ^ 

c. interests ^ of members " • . -; . ^ ^^^.^^ 

^^^^ages^ojf members * ' \ ; ' - . . ' ' 

e. all of titer above ... ./ '1% 

(c) 18. Jm which of the following methods; of st)eaking is eye contact. ; 

lacking? • . . * . • . 



a. Extemporaneous ' ^ . .>W' ^ v 



b. Impromptu - ,^ j ' "V . • 

c^l Reading ff dip manuscript^ \ \ ^ 
d. Speaking from memory . ^ ; 
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(c) 19, Why is eye contact important in speech delivery? 

a. You are more persuasive if you stare at members of the audience • 

b. You can then gau^e ,the age5:--of members of ^the audience and 
change your speech ii-'liecessary, / ' 

^s^. You can pick up audrence reactions, 
d. None of the ajKjrve. . 

(d) ,20, ^he communicaftion modei refers to the flow of comumnication 

from commuincator to receiver. It includes six elements 
(commpnicaftor, encoder, message/ decoder, receiver andj;_- 



a • radio / 

b. briiadcast^lrs 

c. persuasion 

d. iceedback 
eyijone of the above 



t 



WHY LEARN ^UBLIC RELATIONS? 

As water pollution control and water sut)ply plants 
attempt to cfiange their images away from sewage disposal 
plants, there needs to be an emphasis .on public relations 
Public relations is all about influencing .images --public 
opinion. Publit^ relations means relations with your 
public I s:;^- 

community ^ ' ( 

governmental units - 
custojiers 

"employees - / / 

press / 



WHY CHANGE OUR IMAGE? 
To make our job easier. 



HOW WILL IT MAKE OUR JOB EASIER? 



It aids cooperation in funding, reducing complaints,' 
getting favorable government* decisions and respect. ^ 



r 

HOW DO WE INFLUENCE PUBLIC OPINION? 



Through communication, and: service. • 



PRH-2 



^ C OJI N U N I.C A T I 0 N M 




encoder • message 
"feedback 




DECODER 



RECEIVER 



/ 



Xh us- COMMUNICATION MODEL-LS- BASED IN ELECTRONICS. 



/ InTERI'ERSONAL COMimUNICATION WOULD WORK THE SAME^ EXCEPT 
y THERE WOULD BE NO ENCODER OR DECODER. 

I The ENCODER IS'THE BROADCAST TRANSMITTER OR PRINT MEDIUM. 



'The DECODER IS^WISSING FOR PRINT MEDIA SUCH AS NEWSPAPERS^ 
MAGAZINES OR BOOKS. FOR BROADCAST THE DECODER IS YOUR 
*RADIO OR TV SET. ' • ► 



STEPS : . 



1. The coMMurucATOR forms his message and gives it to the 

ENCODER. \ 



2. The encoder defines the message and ... ' ^ 

3. Sends it out over the airwaV€S as a signal. 

^. The decoder' receives the signal and ... . 

S.IInterprets it for viewer and listener. 

Static between communicator and receiver can be elec- 
tronic .or CAN RESULT FROM MISAPPREHENSION^ PREJUDICE^ 
poor message STATEMENT^ ETC. . " 



/ i 
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FACTORS IN EFFECTIVE CoklUNI CATION (Eliminating Nois€) 



I. FACTORS \^ MESSAGg FORMUMTION: 

!.■ Knowledge of facts, media, audience ^ 

2. Skills of writing, peaking 

3. --Attitudes of communicator 



* \ 



II. FACTORS IN PASSINS^ MESSAGE TO MEDIA: • . 

1. Understanding of information, instructions 

2. Attitudes of me.dia personnel^ 

3. Attitudes of communicator 



III. FACTORS IN MEGIA- COMMUNICATION: 

1. Technical sjcill of media personneL 

2. Attitudes of media personnel 



IV. FACTORS IN MESSAGE FLOW-TO AUDIENCE: 

1. Audio, visual interference 

2. Listening skill of receiver 

• 3. Beliefs, attitude^ of receive!" 



V. FACTORS IN , KNOWING^ETHER COMMUNj^CATION IS EFFECTIVE 

1. Direct responses bf audience 

2. Formal, informal /gauges of publ^.^c opinion 




,/ 
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SERVIC'r / 'COMMUNICATION 



V 

Public relatj.'ons must be aimed toward he^iitg your 




-plWt reach its/goals of providing more and /better ser-* 
y;ices- to the .immunity. Your communicati9^/of your goals 
and suqces^^es toward reaching those goals wil-l gain you 
the public support necessary to attain thent^ ^Esp§ci^ly>. 
in government we must have public support to achieve our 



goals. _^ — - 

^ Service and commi^nication are interdependent -and 
symbiotic, eac^ thriving only if its partner does: rf our 
services fail, our communications will be more crisis 
oriented than goal oriented, However, if we gain suppojrt 
publicly, we will become a part of the city '_s__dec is ion- 
making pr()ces5. We will be con^sulted .aboSt building 
pT<^ects, zoning and other mattefs that can very easily 
affect our ability to* deliver servifces effectively. 

/ 




{ 



Jilcmcnts of ^fective Interpersoiial^Communication 



EMPATfcUZE - Be able to see, things as another in =dif* 
ferent circumstances might see them. This means you 
must be sensitive to others. 



JCNOW YOURSELF - Know youi; strengths and Jimital^ions, 
but. don't be complacent about, your limitations. 
But, be yourself and hold a positive self image. 



J. 



ISTEN - (always first) Be a ready and willing listener 
and show^ a willingness to respond to others* needs. 



BlE POSITIVE Yes, say what you mean ^nd mean what 
you say, but be pp§,itive; don!t complain, offer 
solutions. Humor\|s/ usually positive and is often 
the best way tq make a point. ^ ^ / 



WATCH FOR FEEDBACK - Learn to recognize physical 
reactions and '*veirbkl* reactions to your message. 
BeKavior on the' part of the listener helps us to 



know whether we are getting our message through. 

7 



FOUR; FUNCTIONS OF COMMUNICATION: 
1". To inform . . 

. * « 

2. To instruct , 

3. To persuade 

4. To ^Bntertain 

1 *v . 



We will be concerned^pjr-imarily with the first and 
third functions, though clearly when speaking to school 
students or social clubs the others may become our 
immediate concern. > Of course, most communication can 
have elements o^each function. , 



r 



THRp, STEPS to EFFECTIVE WRITTEN COMMUNICATION 



Sur.v^ing ^ * ' 

a. Researching^ fact-finding: documented source 
material • ' . ' ' ^""^ 

b. Observing, interviewing: interpersonal communica- 
tion, broadcast media. 



Extractring 7^ 

a. Pull together material relevant to general subject 
matter (sonie writers prefer to- put one fact or 
statement ea^h on a 3 x 5 card^ making it easier 
to grpup tTiem later) . . ^ ' \ 

b. Decide major points to be mad« directly relevant 
to single theme.. ' < * ^v;^ 

• . ' ' .< • • , 

Treating - . i • /. S. ' , . 

a. Group material far your particular reader accord-., 
ing to its support of a major point to be made. / 

b. Put major-points and support material, in order. 

c. Write leading into first m.ajox--point and making . 
transition from one major poi^it and its material 
to another. 

d. '^ Read, rewrite, revise--be sure who, what, when, 

where, why and how are covered in course of writing.' 



DOCUMENTED SOURCE MATERIAL ■ . 

■ . "^rr • . ■ ■ ^ ■■• 

Store-Houses of Information ; • - . 

a. Libraries--public, school, private; — ^ . . .. 

b. Newspaper- -most metropolitan 'dailies have a "morgue", "a file 
of news clippings by subject^ ^ . . ' / 

c. Governmei]it--many government documents available through^ 

^ libraries; others can be secured by writing, to particular.: 

^government agencies whether federal, state or local. : 
-d. Expert in field- -keep a file of experts whose opiniotfi; -you . 
trust. ' -^^.r 

e. Broadcast station- -if the newspaper can^t\help, maybe it. can. 

f. Bookstore- -your library . likely lifts a current copy of Books 
in Print , which is .divided into /listings by subject,, title 
and author.- If not, mostr bookstores do aiid they can order 
directly for you. • ' ^ ^ / ^"^^ - / 

g. Files--don*t overlook you own files* keep copies of you own 
-news releases and clipping's of news articlafe on your plant 

or other subjects that pertain to your wearies. 

Library ResoinLciaf;33± yl"sions< . ' ' ' , 

' ' , . - ' . ' ■ ' ' 1 

a. Card catalogue--listing of books in librar)^ according to J§ 
subject, title and author. v * 

b. Reader's Guide to Periodica^ L-iterCtttre -'Oftagaz^^ joufn- 
als iridexed according to subject mactter. ^^^~^r-— ^ — 

c. Vertical file- -pamphlets and, pfheir materials filed according, 
top subjefct matter. ^ 

d. Reference books: -the library »s ;refej^nce librarian can 'help 

^ .you select^apfropriate reference Uooics-df you have difficulty. 

General Reference Bboks : . 

- i - ♦ ' . * 

a. - Dictionaries ' ' / ; :^ 

b. Books on' usage and style 

c. Books on synopyrfs, antonyms c . , 

d. Books on quotations ' . ' . 

e. Encyclopedias . / ' * ^ < 

f . Fact-finding* guides - " , ^ 

g. bibliographies , ' , • 

h. Reader's Guide to Periodical Jiiteratuafee 

i. World Atlas ^ T 

j . World Almanac ' . . . ^ . 

k. Biographical references ; . ' - 

1. Yearbooks / • \ . 

ml .Government publications guides i ^ - 



^- Specific Reference Material for Wateayrrea'tment and Wastewater 
Treatment Plant Operatorsl ] ~ \ — ' \ — : 

The American City ^ 

Berkshire Common ' • i( ' - ^ ' . 

Pittsfield, Ma 01201 ' . ' . 



J' 



Chemical ^ Engineering News 
• American Chemical Sod^iety 
1155 16th St.#N.W, ^ 
Washington D.C. 20036 

Chemistry 
-American Chemical Society 
'115-5 16th St. N.W. 
Washington D.C. 20036 ' ^ 




- c 



' Envir9nment / ' 

560 Trinity Ave. ' 
St. I,buis, Mo. 63130 

Environmental News 

U:S. ' Environmental Protection Agency 
Washington,\.D.C. 20460 . . 

Federal- Register Bulletin 
Washington, D.C. ^ 

Highlights H c . 

Water Pollution Control Federation 
3900 Wisconsin Ave. N.W. 
Washington, D.C. 20016 

Journal of the EfixHcronmehtal .Engineering Division • ' \ ■ 

American Society of Civil.. Engineers • . . / 

•345 East 47th- Street \: ' ' , • 

New York, "N.Y. 10017 > . ' . " 

Journal Water IPollution Control FederatidS" 
3900 Wisconsin\ Ave. N.W./- ' • 

Washington, D.«^ 20016 -t, • 

OPERAm ^ — ' ' . - 

S.C. Environmental SysteAs ' ' . ' . 

Clemson Universlt)^'^ - < i * f % ^ • 

Cle^son.,^S.C. 20651 ° " \^ • . « 

, Ojiflqw- . . - ,'*^' , - . • 

Airieripan Water. Words JVssociation 
666 .W. Quiricy Ave. 
Denver, Colo. 80235 

■ r " , \ 

Pollution Engineering 
1301 South Grove Avenue • . . " 

Harrington, Illinoi^s 60010 



. I 
1 
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. Solid Waste Sy$te^^* ^ ' 

Governmental -Refu^ Colledtien and Disposal Association 
\ 444 N. 4.a Brea Ave. 

P.O. b|)x 36S51" - ' ■ 

Los, Angeles, California 90036 

Technology Transfer . / ' . , '^l 

Uj^. Enviroumental Protection Agency 
"""Cincinnati, . Ohio 45268 

Water Wastes Digest ' / . ^ 

P.O. Box 13728 

, Philadelphis,' PA. 19101 ; > " . . ^~ 

Willing Water / 
American Water Works' Association 
6.66 W. Quincy Ave. 

Denver, Colo. 80235 - ; • - . • 




NEWS RELEASE FACTS 

A' 



1. Construction complete on the new wa^e water treatment plaftt, 

2. Open house jfill be Thursday, June 15. 

3. Maypr John Jones will officiate at ribbon-cutting ceremony. 

4. Council members and Chamber of Commerce officials will al^o take 
part in the ceremony. ^ , ' - 

5. Coffee for all in attendance will be served at 11 a.m. " - 

6. All in the community are invited. 

7. Plant cost $2.3 million to build. It was financed bji:^revenue 
bonds.' ' V. ^ 

8. The pl^t is on Highway 23 one mile west of Your Town. 

9. There is parking available just east of plant office. There 
will be signs to direct cars. 

10. Open house hours are from 9 a.m. to ^4 p.m. 



L - ' / ^^^^ 

^'^^ interest the reader the most? That should be 

I y<»ir lead in. /™ ' 



PRH- 

*^fOUR NAME AND TITLE^ 
CITY DEPAR'I>1ENT 
PH()NE^NUMBER 
DATE 



^^ytve ; sPAce at top 

DA} 5fD€:$ OT C0P9 So M^D/A 



(SAMPLE PRESS RELEASE) 




FOR IMMEDIATE RELEASE 






—YOUR TOWN — A ten percent increase in Your Town's water rates will 
be proposed at ^M onday night's City. Council meeting, according to Jim 

Smith, water treatment plant operator. \ 

< \ 
The increase is needed.^to finance repayment of $2,3 million 

in revenue boi^ds issued to build an addition onto tlie city's water 

* i — 

treatment plant. Smith saidv-^J^ie council voted last Monday to 
issue the bonds. 

The rate for treated water^ metered up to l,OOO^^cuhj^ feet 
would increase' from, the present $1 per 100* cubic feet' to $l,10^]per 
100 cubic feet if the proposal is approved^- 

^ The rate fo* treated water metered between 1,000 and'5,00a.i 

cubic feet would iWrease^ from 90 cents to 99 cents per 100 cubic 

\ • • ^ J 

./eet. Beyond 5,000\cubic feet, the I'ate would increase from 80 

cents to 88 cents per 100 cubic feet 

Under the^propossfcl, the minimum monthly charge dfor raw water 

\ • ^ ' -T" ^ 

will be $72, up from $60;. The -raw water ratTwould incr/ease from 
IS cents to 17.5 cents p^ 100 cubic feet. \ 

The council in its decision to issue the bonds praised the 
city engiineer for, the modes't prtxe tag for the addition anT^'tated 




that now is a good time to issue t^e bonds because of currently 
fi*?orabTe Ijifterest fates" oFTTff p*2 
'gD J(^|^CN/-— • ^ The rate, increase as proposed wouM take effect next month/ ^ _ 
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P. B.'s Four-Step Approach 
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Step One: ANALYSIS 



based upon 
assessment 



1. Determine the state qf relations *i<[ith yoUr public 



sources of information ^nd attitude^ 



a. articles, news stories and letters to the editor 
opinionj polls and surveys 

c. types ajnd frequency of complaints and compliments 

d, interpersonal communication ^ 

e* employee, reports ^ ' - 

f.'sugges;tion box 

(1£ you feel you lack information about pepple's- ~ 
at<titudes^ you may want'^io initiate a^questionnaire 
sent out Jirith city billings^) ^ 

\ ' ' 

2. Record and "^ile above data by siJbjec^ matter 




step Two: TREATMENT 




1. Based upon your assessment of your relations with 
yoUr public^s and the plant^s long-range goalS;; 
(usually set in accord with city planners' and city 
government's goals), set very specific quantified 
short-range goals to: 

' '/ a. Notify customers ^^ell in advance of service or 
Z' \ or rate changes, or proposals for \changes"with 

cbmplete explanations of causes and benefits. 

/ b. Kee^ citizens and customers informed abgut 

^ innovations at the plant, successes in m<iiti ng 
ser^&ice needs .and personal achievements 
employees (whethei^^^on the job or off). 

_ ' c. Inform citizens-^ojF p^icies that affect them, 

such^ as methods of haijdlin^M^plaints. ^ 

^ d. Don't miss an opportunity tl>. tastefully toot^ ! 

your horn, but, only^ *youi* horn is polished-- ' 
V credibility, read's to trust and respect, which are 
— / essential elements to effective communication. 



3^ 



Quantify your goaJ.s as; much as possible: "This ' 
year we will get 24 news releases out ^to the media" 
or "By Jiine 1, we will try to have reached all 
cutomers in the ^puthwest district'with three 
separate communications.*" 



step three: DISTRIJBUTION 



1. You can get informative and persuasive communications ' 
- to xour publics through: 

^ mailings to- accompany billings " ' * 

V b. press releases and pho^ogxaphs to print' and 
- broadcast news media 

. c. repoVts to city officials - ' 

d. interpersonal communication (opinion leaders) 

e. speeches to commiinity and civic -groups. 

f. correspondence ' , / . 

, g. displays at the plant and elsewhere . 

h. plant tours, open house 

i. advert ising° 



4 



j . awards ' 



2.. Criteria -of effective communication: 

a. Use as many avenues as are available aiM affo^^^ 
able, yet appropriate, to a particul^ message 
for- particular pul^lics. *' 

" b: Always explain technical terms add data fully 
since they will be unfamiliar to ma'ny in your 
audienc-e. /- / /. 

c. Timing is of the essence -^^i major criterion of 
. news IS- ^fr^jshness;.„ stale/hews isn»t news. ' 

d. Clarity, brevityt^n;slstency- are P.R. virtues. 



-4 
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step Fo.Ur:,. RECOVERY . ' • . • 

/ - . \ 

!• This is the same as Step One— joist be sure you follow 
up. Remember .the bullet" theory o£ conununicatioi^ is 
de^id and use o£ it is s\ire to kill ydur communication- 
effectiveness. Know the vilue of' recycling. 

a. Be £lexiblg-ri£ your goals are unattainable, recon- 
sideir them; i£ your methods aren't working, rethink 
them. Planning is good anytame-- anytime it's 
thorough. • / • , , , 



YOUR- ATTITUDES 



Your attitudes: ^ * . ' ' ^ 

o 

a. Towar<3 your job _ 

b. Toward your fellow employees ' 

c. Toward your family . . . * . f 

d. Toward others ' • - ^ > 

can help or hinder your ability to effectively handle 
complaints, to remain cool, detached- -take (5are~^"f 
your .attitudes! * , . . 

See complaint handling as ^ part *of the ^service you 
provide and-<liol an interruption to. that service, 

a, A customer is having dif f i^ulty-^you serve him, , ^ 



b. Complaints can render i^^^^^^on vital to P,R; 
plannin'g. r — ' n , ^ 

c. Complaints can lead tp suggestions, of Better ways 
of providing servi^^ ' 

d. A well handled compalilit call can lead to a satis- 
fied customer arid the kind of P,.R. .you can't^lmy , 
any other' way . * 

Some callers have as thfeir goal to upset you as much 
as they are upset, whether it Has. anything to do with 
your service or -nor. 

a. Are you going to let them do that to you? 

b. It m^y be impossible to cool them down. , I 
jc/ Can you end the call. firmly but tactfully? 
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TELEPHONE illPS 



Ways of defusing angry callers: . 

> a. Acknowledge thfe callers feelings--"! can see you 
are very upset. . 

,b. l^ract-ice" listening --don't undulyjnterrupt him; 
let him ^et it off his chest.* 

c. Be- a probleitt solver- -listen for clues to the I'eal. 
problem. ■ . ' . . 

d. Ask questions- -"How high is Jthe watQr?VV. "Is ,it 
rising?" Questions help get to the reaLprobl^m, ' _ 

e. Show respect--he- may eventui^lly" show you respect,^ 
a P.R. plus. - - 

.f • Remain detached-\you can remain cool only if you 
_ J^jjjjj^ . detached T ifbm your own emotions • 

g. Show^ interest- -caller^ wonU cool down unless they , 
think you really care. ^ ^ 

h. Know how to end, a call firmly, but tactfully if 
Jus^ a crank call. * 

Know the procedures of handling complaints so. you wonU 
promise what c?tn*t be delivered. 



Record -the complaint accurately and folilow through on 
seeing that the proper person is notified. 



PRH-18a 

J. 

COMPIAINBR 



> 



ROIE-PLAYING SITUATION #1 



There, IS a terrible smell coming from a sewer drain at the end 
of your block. You are Having a. family reunion ^and an Outdoor .barbeque 
this aliening and don*t want the odor to ni^n it. ' , 

Can thfe^. city get there to stop the odor this afternoto? 

If not, is there something you could do to quell the odor? (Sound 
very disappointed if they say they can't get to it until another day, ■ 
and keep saying that this evening had been plained for a long time and 
that some people couldn't be reached to change the location for the 
barbeque^ so you really need* help on it. 



NOTE: Use you owiT name, address', and phone number and ad lib any 
other comments as the need arises during your conversation. 



^ 'IT . 
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Plant Operator 



ROLE-PLAYING SITUATION #1 



You have a crisis in the southwest part of town where a water 
main ^ has broken and^a small brush fire is burning out of control. The 
crews are all out working to Repair the break, but you can'^ count on 
the patch job holding until they get. the fire out, Sq, you can^t 

Promise any immediate service except* in cases ^of dirie emergency,/ * 

7 . ' 

NOTE: At en| .pf conversation, t^ll class what^ action you would take 
and what you would do with the complaint report. 



J / 
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Complainer . R0LE-PUYIN6 SITUATION #2. 



You have a backed up sewer and can't slower br do -any Washing^of 
clothes or dishes without the water backing up (there is no water in the 
basement now, but all sinjc and toilet water drains very slowly)* 

You have, called the city before on this-^esterday (though you 
got the wrong department ^d the new girl who answered said she would 
forward your complaint to the right off^ce-you dori»t know whether |he 
did, but after all it's the' same city government. DonH they talk to 
each other?) V " * > 

You wan^a^ioji now and fast or^ou are going to call the mayor- * 
who is a personal friend of yoiirs. • 

NQTE: Use your own name, ad4resS, and phone number and ad lib other' 
comments as the need arises during the conversation. 



i 
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Plant Operat^ 



ROLE-PLAYING SITUATION fa* ' - ' 



, Jt is -near the «nd of the day your only crew is working * 
hard to finish puttinjj in a sewer main so. homeowners in that section 
of town can start hookups toiiK^rrow as previouslVc scheduled. 1^. 

You can^t commit ^ny workers unless an emergency ari{ses. You 
could schedule something for tomorrow. 



NOTE: At end of conversation^ te^^lass what-^^ion'you woilTtHtake 
and what you would do with the complkinTT^eport . 



/ 
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Complainer . ROLE-PLAYING SITUATION #3 

You jiist^v^ent into your basement and smelled gas ^ound your ^ 
furnace. You discqjtered the pilot light was o^t but you don't know 
how to turn off the gas. Thp smell is really strong and you haven't 
opened any windows yet-you wanted to get help first (You have no 
idea how long the pilot .has been out f you were gone all day today and 
f- yesterday). ^ ^ 

Ypu want them to notify the right department if it is out of 
their jurisdiction, Because you have to get the windows open in a 
hurry before the^e is an explosion. If the person you are talking 
to protests that-you have to call the right department yourself 
after staying that you have to hurry to opein windows, then just 
' hang up on him. 



NOTE: Us,e<jrour own name, address, and phone number and ad lib any 
other comments as the need arises during the conversation. 

) 



<9 - 



PRH-20b 



Plant Operator ^ ROLE-PLAYING SITUATION #3 / . ^ 

>/ YoUr department handles only water and waste treatment - the gas 

utility is a different and distinct department. 



NOTE: • At the end of the conversation, tell the class what ax:tion you 
' would take and jvhat ypu would do with the complaint report. ~ 

~~'K « 
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Complaiiier 



ROLE.-PIAYING SITUATION #4 



You just got a water .bill that is double the last one that you 
thought was high enough. You say you.couldn^t have used twice the 
• water, even thoufeh you did water the garden a couple times during t\it 
month. You wanti your meter checked out, because there must be, 
something wrong with it. You won*t take "no" for an answer - how do 
you know that the meter registers accurately, 

. NOTE: Use you own name, address, ^and phone -number and ad lib other 
co mments as the need arises during the conversation. 



I ' 
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.Plant Operator 



ROLE-PLAYING SITUATION #4 ^ ^ • 

Answer this complaint as you ordinarily would in your plant 

\ 

and teU the customer explicitly Jiow you will deal with it*-^ 



NOTE:^ At end bf conversation, tell the class Wat Vtion you would 



take and- what ^you^would do with-the complaint report., 
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loute to: 



date: 
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PERSON RECEIVING CALL • 




/ 






TliyiE CAi?L RECEIVED 











ACCT. NOk 



;NO. 24775 



Nature- of Cd^pla'int 



/ ; 



NAME D F _C-I 'T Y 

t 

AND ADDRESS 



Gas D / ■. 



Water □ 



I 



Sewer □ 




METER-n : > 

READINGS: GaS! WATER:. 



SERVICEMANSNAME 



JOB ARRIVAL TIME 



JOB DEPARTURE TIME 



COMPLETE EXPLANATION OF WORK PEt=IFdRMED 



NAME 



M 



W 



TH 



TOT^ 



BATE 



TOTAL 



■ TOTAU 
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THREE 'STEPS IN SPEECH PLANNING 
'1 



1. Surveying ; 



a. Determine purpose you want speech to 
Be. Characterize audience, facility. 

c. ~^Fi.Tid out time available, 

d. Selejct topic--keep narrow, specific, 

e. Pick speaking ^method. 

f . Research, fact -find. 



form. 



1. Extracting : 

a. Pull material together. 

b. Decide major paints to be made. 



ERLC 



3. Treating : 

a. Put major points and supportjaaaJ:^r^±:^^ order, 
b^. Write speech, W^joiitJL«i6^<5^^ 

(1)t Include anecdotes to illustrate major po;i^ts-' 
everyone like'^s stories; 
"e. Read,^ rewrite, rejrise. 





What type b£ audience yrill it be? ; 

a. purpose of group (e^vg. s.ocial religious , educa- 
tional, humanitarian) "fit your talk to its pur^rj., 
pose as much a« possible, ^ 

b. makeup of group- -ages, special interests, aud- 

* ience's knowled^^ or expertise in jpossible topics 
occasiion of graup--fit your- talk to^occasio^ of 
grouri if speqial. ' ' ^''^ ^ 



r 



What facilities wil-l- be available? 

a. types of projectors, screens, sound sysjteW^ 

b. size of rook, speaker area . * > 

c. chalkboards,, podium, easels, oth§r viMial aid 
equipment ' \ ^ 

d. lighting and lighting controls^— ^ 
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SEI^ECTING A fOPIC 



l.rYbur topic should: 

a. Be something you know something about- -the more 
^famili^r you are^with the topic the easier plan* 
ning becomes . ; ^ 

b. Pertain to the piirpose of /tW grOup ,an^ occasion, 

^.c.\ Be suj^ble for the makeup] of . the group* 

d. Be narrowed to fit. whatever time slot is available 
for it and allow ,^time for questions if desirable-- 
make your topic as specific and relevant to the 
local, situati^a as possible:.- -Hr 



7 
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*• FOUR. METHODS OF SPEECHMA ItrNG • *• • ' ^ 

1. Types of speaking methods: extemporJaneous iiipromptu, reading 
from manuscript, speaking from memory* 

a >| ^Extempor aneous. (not *read or recited) speaking: 

« allows eye contact for better feedbjjck ' - . '^•^ 

(2) . necessitates you know the subject] ? ^• 

(3) allows use of a ^axrkup system, (outline, or main points ^ 
.on cards). * ♦ . «^ . 

(4) allows you to tarior.talk to those present 

(5) usually j)oor fo5^-4»portant statements to government 
bodies, "pTess ' . 

* < ♦ , 

b* Impromptu (no preparation often in answer to the presses' * 
questions): i . 

(1) necessitates care to answer only what you are certaiii of 

(2) allows eye, contact and often informar atmosphere for 
good^ feedback ^ . — --^ 

(3) poor method unless necessary 

Reading, from a manuscript t ^ / ; 

• / Jl * - ' 

' (d) best for important statemenxs ^ 

(2) good for complete security - - 

(3) often comes across as read rather than, as spokep 

(4) eye contact lost . ' s , . 
* J^y difficult to make language changes called ^6r if aud 

ience makeup*" different than expet?^^ / • * 

d. Speaking from memory : ^ - • ' 

(1) good for opening, closing remarks or for short speeches 

such as introducing a, speaker or H5u:c^pting an award^ 
.(2) eye cpnta^ gains feedback ] • ' * ^ 

f -(3) can make remembering difficult if iyou ch^ge wording 
to make appropriate to audience a . J . »/ > 

(4X may sound mechanical- -you concentrate moi^on -what to 
say than how to say it^ 
^ (5) if you forget some, , you may miss important points or ^ 
^ ; become visibly upset, though outline on cards possible 
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BARRIERS. TO EFFECTIVE SPBAKING . , 

Nervousness --everyone is nervaus, liut most find ways to control 
e> or overcome it: ^ A • 

a; Know that your audfence is friendly.; ^ it^s only very contro- 
versial people who get. unfriendly audiences. 

b. Know your subject, it will raise your level .ol confidence. 
, c. 'More physically< walking, or gesturing; that will helpwork 
off nervous energy, • . " 

d. "Feel" confident while^you are speaking; you' will if you've 
o j^icked a^topic you know and are interested i^. 

e. Speak as often as yob are able; .it gets easier each speech, 
f V Remember the hardest part, of your speech is the beginning; 

once J)egun the re,st merely follows the lead in, and if you 
^ have planned an ending,* it will get more and more relaxing 
as you continue! * . , — 



2. L^ck of enthu gj: 
onc'e into ^you 
..interested in' 
interest your lis 




ou may initially not relish speaking, butf 
, if you know your subject and are keenly 
u will' show *the enthusiasm necessary to 
ers. - ' 



3. Lack of knowledge - -this shouldn'^t happen except in cas^ where 
you m^y b6 askea to answex quest^ions impromptu and you don't 
have ^Certain dala. at hand. 



4. ^oarly .organized spee,ch -^if you, understand your tOpic ait^d cov- 
y^er all 'important points leading from one to the next, you will 
^^'"^have sufficiently well organized speech. ^ " ' 

Distracting manaerisms : / ' . - 
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a. If you begin to stutter-^ %Iow down; most beginning speakers 

speak too fast because tiiey are trying to .work off neryous- 
^ ness. Speaking slowly ^an help calm. you. • 

us gestures; make gestures that empha- 
p.eech--these gestures will help, calii 



h. try not to make ne 
size points in you 
you. 



nei^i 

^0U1H| 

/ 

- tin! f 



Lack of eye contact^ -unless som^ne break-s- int,o your s^eeh ^. 
with a quesition G^ar^) y it is yo\r^ only means -to ^knowing 



whether your audience is with yol 
or disinterested. ♦ 



or whether they are lost 
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ELEMENTS OF EFFECTIVE SPEECHMAK?NG 



A 



1. PLAN WELL - take' it step by. step. 



2. BE ENTHUglASTJC - )!f you are, they are^ 



3. ^ EMPHASIZE - if yau're enthusiastic, you'll emphasize. - 

4. KEEP EYE CONTACT - learjj^to r^ad your audience's reactions 

Go t.o speeches and observe.^. 



5, BE CONFIDENT - -tak^ care of the above- ^nd , confidence is yours 



(: 
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SPEECH. CRITIQUE SHEET 



Speaker's Name 
Topic 



ELEMENT 



RATING # 

Poor Fair .Good' Very Good Outstanding 
1 2 3 4 . . ^ 5 ^ 



PLANNING" V 

1. Topic appropriate - 

2, /Topicjiarrowness sufficient 

3. SubstantiaMon of major points 

4. Speech org«iization 

5, Explanation of terms 

6, Knowledge of subject. — 
7^r Overall preparedness 



II /DELIVERY 

8^ Enthusiasm _:: 
^ 9. Emphasis 
10 • Eye contact - 

11, Lack .oj distracting man^igxisms 

12, Nervousness obviouis ^ 

' 15\ Method of speaking .appropriate 
' 14, rSpeaker confidence 

15, 'Overall audience interest. 
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CQMlfuN I CAtfl ON MODEL 



. COMMUNICATOR . ENCODER , MESSAGE ' DECODER ' RECEIVER 

FEEDBACK . . , . 



This communication mod£4^i^ based- in electronics, 

Interpersonal communicatioJ^uld work the same.^ e^cepj 
there .would be no encoder or ^decoder.' * ' , 

~ ■ ■ ' \' . ' 

The ENCODER I^TIjlE'BROADC^T TgANSMITTER OR PRINt/mEDIUM, 

The decoder is, missing for prii^t meiHa^such as-newspapers^ 
^ooKs, For broadcast the decoder is your. 



magazines OR 

radio or TV S'ET",. \ 

. r'^ STEPS: 



*OD>yTHE communicator forms his message\ani^ gives it to TFfE 
encoder, 

2. The encod^refines jhe message anp ., 
, 3. Sends tt out over the airwaves as„a^signal. 

1. The DECODER RECEIVES THE SIGN/\L AND , . . 

5. Interprets it- for^::viewer and listener. • " 

-Static between communicator anp receiver can be elec- 

» TRONIC OR can RESULT FROM MISAPPREHENSION^ PREJUDICE^ 
poor MESSAGE STATEMENT^ ETC,- ^ 
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Effective Interpersonal Communication 



. EMPHASIZE 



KNOW YOURSELF 



\ 



L. I S-T E N , .LISTEN, L hS T.E N 



BE PO-SITIVE 



W A T C H-_^F OB. FEEDBACK 



\ 




■1- 



ERIC 



66 



PRT-4 



Four Functions of Commuhication 



? 



9^ 
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INFORM 



INSTRUCT 



IS 



? e\s)} a fi e 




ENTERTAIN 



- . 67 



ERIC 







PRT-6 




PtR./s l?6uR-$TEP Approach 



A N A L Y S.lS 



' \^ A T M E N t 



DISTRIBUTION 



ERIC 



RECOVERY 
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Three Steps in Speech Planning 



SURVEYING 



V 



EXTRACTING 



T R E A T 'l N G 



4 



v 
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Elements of Effective Speechmakin& 



PLAN. rri.L 



4 * 



BE ENTHUSJASTIC 

"... ^ s 



; /E M Px H A S I Z E 



/ K EE P 



EYE CONTACT 



B Ev C 0 N F I DEN T 




